Your Direct Debit Journey

Sign up to Direct Debit

Contact us on 0345 900 5253 or by Web Query to setup a
Direct Debit on your account.

Initial calculation

We estimate your monthly payment based on your
annual usage if available or by using our estimator tool
based on your household details.

Flexible payment date
Choose a monthly payment date that suits you!
We'll collect your Direct Debit on this date each month.

Regular reviews

We review your account every 3 months, but you can request a review
anytime. We assess your past years usage and your estimated costs
for the next 12 months, including any account balance.
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Account balance

Direct Debit payments allow your estimated costs to be spread across
future payments. Any credit or debit accrued will be considered multiple
times a year and factored into your future payment amounts

Excessive balance checks

Each year, we'll check your account balance to make sure you haven't
built up more credit than expected. If you have, we'll contact you to
explain your options.
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To help answer any other questions you might
have, here's some more useful information about
your Direct Debit journey.

@ How does the Direct Debit Plan work?

The purpose of the budget plan is to enable you to spread the cost of your gas over
12 equal monthly payments and avoid any expensive spikes during the winter
period. Gas usage is heavily linked to changes in weather conditions. A typical
gas customer uses two thirds of their annual usage during the colder months.

@ What can impact my Direct Debit amount?

Changes in usage due to change in circumstances or the addition of further natural
gas appliances. If this happens, please contact us to enable a reassessment of your
monthly payment amount.

When will my Direct Debit plan be reviewed?

We'll review your Direct Debit plan regularly to make sure your payments reflect your
usage. If you're a new customer, your first review will take place after 6 months so we
can take seasonal usage into account. If you're an existing customer, your first review
will take place after 3 months. After that, we'll review your plan every 3 months thereafter.

What if | think my Direct Debit is too high/too low?

Please contact us as soon as possible and we will review your monthly payment amount.

@ Will | be told about my Direct Debit changes?

We will write to you any time we change your Direct Debit amount.

@ What if | would like a refund?

We'll review your Direct Debit Budget Plan to reflect your estimated usage and any
tariff changes. If you have credit on your account, we'll include this when calculating
your Direct Debit. If you ask us to refund your credit balance, we'll need an up-to-date
meter reading first so we can make sure your account is billed correctly. Your Direct
Debit will then be recalculated, which may increase your monthly payment amount.
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